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السبيل  وضح  العزم  صدق إذا  
“Jika ada kemauan yang sungguh-sungguh, pasti terbukalah jalannya” 
~ IFTHERE IS A GENUINE WILL, SURELY THE WAY WILL BE OPENED ~ 
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4. Segeneap keluarga besar saya pakde, bude, om, tante, kakak-kakak sepupu saya, 
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ABSTRACT 
The development of the service industry sector is currently very fast, an increase in 
population is increasingly large so as to encourage the needs of the community in the 
service sector is getting greater, and human needs for the service industry will 
continue, it is necessary to hold the key factor of customer loyalty. The purpose of 
this study is to investigate the quality of service, mediating customer satisfaction with 
customer loyalty (case study at Shop and Drive car repair shop in Surabaya). The 
data was taken from 104 respondents with the provision of 30 respondents as a small 
sample in order to test its validity and reliability using the PLS 6.0 Warp program. 
While 74 respondents for large samples with PLS 6.0 Warp test. The results of this 
test are a positive relationship between Service Quality and Customer Satisfaction, a 
negative relationship between Service Quality and Customer Loyalty, a positive 
relationship between Customer Satisfaction and Customer Loyalty, and Customer 
Satisfaction does not mediate between Service Quality and Customer Loyalty Shop 
and Driive Car Workshop in Surabaya. 
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MOBIL SHOP AND DRIVE DI SURABAYA 
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STIE Perbanas Surabaya 
Email : 2015210817@students.perbanas.ac.id 
 
ABSTRAK 
Perkembangan sektor industri jasa saat ini sangat cepat, adanya peningkatan populasi 
penduduk yang semakin besar sehingga mendorong kebutuhan masyarakat terhadap 
bidang layanan jasa semakin besar, dan kebutuhan manusia terhadap industri jasa 
layanan ini akan terus berlanjut, maka perlu memegang faktor kunci dari loyalitas 
pelanggan. Tujuan dari penelitian ini adalah untuk menyelidiki kualitas layanan, 
dengan mediasi kepuasan pelanggan terhadap loyalitas pelanggan (studi kasus pada 
bengkel mobil Shop and Drive di Surabaya). Adapun data diambil dari 104 
responden dengan ketentuan 30 responden sebagai sampel kecil guna menguji 
validitas dan reliabilitasnya menggunakan program Warp PLS 6.0. Sedangkan 74 
responden untuk sampel besar dengan uji Warp PLS 6.0. Hasil uji ini yaitu adanya 
hubungan positif antara Kualitas Layanan terhadap Kepuasam pelanggan, adanya 
hubungan negatif Kualitas layanan terhadap Loyalitas Pelanggan, adanya hubungan 
positif Kepuasan pelanggan terhadap Loyalitas pelanggan, Kepuasan pelanggan tidak 
memediasi antara Kualitas layanan terhadap loyalitas pelanggan Bengkel mobil Shop 
and Drive di Surabaya. 
Kata kunci : Kualitas layanan, Kepuasan pelanggan, Loyalitas pelanggan. 
